Decisions in clinical management. A case scenario.
A hypothetical case presentation is used to examine the process and repercussions of a complaint against the health system. Utility analysis and the "number needed to be treated" are seen as useful measures of the outcomes of actions taken in response to the complaint. The Theory of Continuous Improvement or Total Quality Management can be modified to allow constructive and profitable analysis of complaints to identify and correct faults in systems of medical and health care. A science of enantiology is proposed, which would develop these ideas, develop measures of benefit and study the changes that would follow a positive approach to the insights provided by complaints.